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Abstract 
In recent years there has been a paradigm shift in the interpersonal relationship within manufacturing organizations. With TQM 
practices in place, service function play a key role in enhancing its offering to production function as well as business enterprise 
on the whole. The concept of customer is redefined internally relating ‘Next Process as your customer’. This leads to 
understanding the requirements of internal customers and satisfying their needs. The end result focuses on getting them better 
served in the linkage of supply chain. This study is built on such research and is focused on the quality of internal services 
provided by ‘Internal Suppliers to ‘Internal customers’. To obtain a diverse population sample, quantitative data was collected 
from Lucas TVS Chennai. A total of 550 questionnaires were personally administered, out of which 500 were obtained as 
complete for usage. At the screening stages, 22 questionnaires had to be rejected due to inconsistent and incongruous response. 
Thus, the final sample size in the present study had been that of 478 respondents, providing an 87 per cent response rate, which is 
considered to be reasonably satisfactory. In condition to this, Correlation analysis was interpreted through checking the direction 
and magnitude of each two related variable in terms of the r value. The hierarchical regression helped us to further understand the 
relationship among variables. Selected demographic variables were entered in the second block of the regression model. Data 
interpretation was made based on the results of ANOVA, Factor analysis, Regression and correlation analysis. During the whole 
analysis process objectivity was maintained. This study has implications for human resource managers and it further advances the 
knowledge base of internal service quality in the field of manufacturing organization. 
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1. Introduction 
The area of ‘Internal Service Quality’ is however not explicitly clear to most of the employees. So far, the priority 
and focus of the industry had been towards ‘Line Function –Production’ where value is created. With increasing 
products, geographies and demanding customers, the links are getting more complex, thereby necessitating a 
different outlook and approach towards ‘Service Functions’. Moreover there is an appreciable advancement in 
technology in the service areas- providing anew impetus on the whole. The emphasis is now on building a network 
within the organization by creating an ecosystem, defining the metrics for service function and ultimately raising the 
overall standards of Performance. 
1.1. The Indian Manufacturing Industry 
The manufacturing industry in India is modernized in such a way to enhance economic development, increase 
productivity and face stiff competition from the global markets. It also holds today the key to unlock many 
socioeconomic challenges of the Indian sub-continent. Studies conducted on the manufacturing industry have 
concluded that India has a working population of 75%. Out of this, only 600 million have acquired education till 
middle school. Due to this reason, the manufacturing industry in India, is labor intensive, it acts as good option 
for the lesser educated employment seeking multitude. The manufacturing industry’s success can be seen as one 
of the key components of growth in Asian economies. Studies have indicated that the Productivity of the 
manufacturing industry in India is approximately 1/5th of the productivity in the manufacturing industry of 
United States of America. Performance of manufacturing industry is very much different when compared to a 
service industry. In manufacturing industries the product delivered are tangible and the level of quality expected 
are very much based on the perceived level of expectations of the specific customers. The pursuit of the growth 
and success depends on the external service performance. This performance comes from the quality of services 
that are provided internally within the organization by various distinct but linked units like design, operations, 
procurement, HR etc. 
1.2. The Fast Growing Indian Auto Component Industry 
The Indian Auto component Industry is undergoing turbulent changes and is constantly influenced by current 
economic, political and social conditions. With unprecedented options available to customers, the demand of the 
customers is only spiraling –putting pressure on Tier 1 and 2 Suppliers. Borders only on the map, the customer 
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value can hop from one supplier to another. This is forcing units to innovate not only their products but their 
production process as well. This dimension dictates a self-imposed discipline amongst functions in an Enterprise. 
Openness, leadership styles –without upsetting the equations of individuals and teams are considered vital in 
daily management. 
1.3. Company Background 
Lucas –TVS started as a joint venture company of Public Limited Corporation of UK and T V Sundram Iyengar 
& Sons (TVS) of India and was incorporated in 1961. It manufactures and distributes automotive electrical 
components and diesel fuel injection equipments (through another business) all over India and abroad. Lucas-
TVS serves all segments of the automotive industry including passenger cars, jeeps, light and heavy commercial 
vehicles, off-highway vehicles, industrial engines, tractors and two-wheelers, as well as stationary and marine 
applications. Its product range suffices the requirement of both Indian market and US/European markets. The 
wide range of products manufactured at their outlet includes starter motor, alternator, headlamp, dynamo 
regulator, dynamo, ignition coil, distributor, diesel fuel injection and small motors of three varieties, namely, 
wiper motor, blower motor and fan motor. 
 
Lucas-TVS has Corporate offices in seven divisions which includes auto-electrical fuel injection equipment, 
electronic ignition systems, automotive lighting divisions, aftermarket operations division to name a few. The 
current study revolves around the Auto Electrical Products with six manufacturing facilities located at 
Eripakkam & TV Kovil near Pondicherry, Masani village-Rewari (Haryana), Rudrapur (Uttarkhand), Chakan 
(Pune), Padi (Tamil Nadu) besides a new acquisition of Indrad Auto at MM .Nagar. Its corporate and registered 
office is at Chennai besides having four regional offices. It owns 22 branch offices and 2000 outlets to cover the 
country extensively and offers sales and service through its subsidiary too. 
2. Sources of Literature 
2.1. Service Quality 
Meirelles (2009) describes in his article about a service as being essentially intangible and only assessed only 
when combined with other functions, that is, with other tangible productive processes and products. This 
intangible nature is associated with this process, which a prior cannot be touched. In other words, the providing 
of service tends to occur simultaneously with consumption. Production occurs starting the moment the service is 
ordered and finishes as soon as the demand is met. 
 
Gronroos (1993) in his article has also presented, similar to what Lehtien and Lehtinen proposed on service 
quality, the importance of corporate image and the experience of service quality. Customers often have contact 
with the same service firm, which implies that they bring their earlier experiences and overall perceptions of a 
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service from each encounter. Hence, the image concept was introduced as yet another important attribute. Image 
has an impact on customer perceptions of the firm’s communication and operations in many aspects, which 
makes it favorable to have a well-known positive image. If for example a hotel is image negative, the impact of 
any mistake will often be magnified in the guest’s mind. On the other hand, a positive image will probably make 
the guest neglect minor mistakes and oversee them. However if minor mistakes occur quite often, the image will 
be damaged. He expresses that image can be viewed as a filter in terms of a customer’s perception of quality. 
 
2.2. Internal Service Quality 
Homburg and Stock (2005), states employee satisfaction has become a key issue in the last two decades. A 
number of studies have found a positive relationship between employee satisfaction, customer satisfaction and 
company performance. Recent research has shown that employee satisfaction can be linked to customer 
satisfaction and business profit. 
 
Cook .S. (2004) in his research identifies that in business organizations, more and more leaders have recognized 
the importance of Internal Service Quality. Surveys of Internal Service Quality (ISQ) has now become an 
established part of the financial service company Credit issue’s culture and once in 2003 nearly 8000 employees 
extended their participated in ISQ surveys. 
 
 ISQ was developed with two objectives: (a) to determine how well different organizational units serve each 
other, and (b) to determine how well internal service centers serve other organizational units. For example, the 
service provided by the human resource department as Credit Suisse is evaluated by its internal clients. 
 
Hallowell, et al, (1996) discussed eight components of Internal Service Quality. They are tools, policies and 
procedures, teamwork, management support, goal alignment, effective training, communication, and rewards and 
recognition based on previous studies on Internal Service Quality and customer and job satisfaction it was 
proved that both job satisfaction and customer satisfaction were related to Internal Service Quality. 
 
Zeithaml et al, (1990) state in their research that Internal Service Quality was called “the antecedents of service-
provider gap”. Their research pinpointed four key gaps on the service provider’s side that are likely to affect 
service quality as perceived by consumers. They are (1) the gap between management perception of consumers’ 
expectations and expected service. (2) the gap between management perceptions of consumers’ expectations and 
the translation of perceptions into service quality specification, (3)gap between translation of perceptions of 
service quality specification and service delivery, and (4) the gap between service delivery and external 
communications to consumers. 
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2.3. Internal Service Quality Model 
Yangs found out in his recent study on “customer satisfaction survey is business” that importance and 
expectation values are not synonymous. A recent study in a business also highlighted the fact that importance 
and expectation values are not equivalent, and therefore, expectation values should not be replaced with 
importance values. Scholars and businesses usually apply the SERVQUAL as an investigating tool to study 
service quality and measure employee satisfaction. However, the method cannot be easily applied to business. 
 
Caruna and Pitt(1997) conducted a study with more than 1,000 marketing directors among the largest service 
firms in England and developed an internal measure of service quality (INTQUAL) using the SERVQUAL 
developed by Parasurman et al. (1985). INTQUAL can be used by managers to find the internal service activities 
within an organization. They also found that the Internal Service Quality can influence an organization’s 
performance. 
2.4. Statement of the Research problem 
Paraskevas (2001) identified substantial studies that were focused on the outcome of the service i.e., the 
customer’s perspective. The primary reason for seeking service quality improvement is the inference that the 
increase in customer satisfaction can contribute significantly to business performance (Barnes & Cumby, 1995; 
Beery et al., 1985). Therefore understanding business performance in relation with quality service is important. 
However there could be another alternative that is important in ensuring service quality from management 
perspective instead of customer perspective. Service quality measurement model focuses on the internal action 
on service quality and will be great challenge for the management in the quest of quality service. In case of 
Lucas TVS, Chennai, understanding internal action on service quality is a vital factor in ensuring customer 
satisfaction that contributes to better business performance. 
3. Objectives of the Study 
1. To examine the Internal Service Quality dimensions in Lucas TVS Chennai. 
2. To identify the factors affecting Internal Service Quality in Lucas TVS Chennai. 
4. Research Methodology 
The present study used a multi-method approach, which includes a combination of Quantitative (survey) and 
Qualitative (interview) methods to collect primary data. Secondary data were collected using management journals, 
encyclopaedia and textbooks. Information about organizations was sought from annual reports, company brochures, 
company website and HR policy manuals 
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4.1. Internal Service Quality 
In this study, internal service quality was measured by a 21-item questionnaire modified from the seven-point 
INTQUAL (Internal Service Quality scale) created by Caruna and Pitt (1997) (1 = strongly disagree; 5 = 
strongly agree). The original INTQUAL had 21 items. The overall alpha for the entire 17-item scale ranged from 
= 0.75 to = 0.88 indicating high reliability. An example of an item from the original INTQUAL used in this 
study was “When I promise an employee that I will do something by a certain time, I do so”. The Cronbach’s 
alpha of internal service quality in this study was = 0.88. 
4.2. Sampling Procedure 
The auto component industry is rated as the highest manufacturing sector in Chennai and hence it is purposively 
chosen for the present study. Lucas TVS Chennai which enjoys having a good number of outlets and retail 
chains in and around the city and also considered to be the largest auto component manufacturing company has 
been selected as the study area. 
 
Amongst the different manufacturing sector in Chennai, the auto component Industry has been purposively 
selected for the present study. LUCAS TVS, Chennai has been selected purposively amongst the auto component 
manufacturing companies for the purpose of the study area. Purposive sampling technique has been adopted for 
data collection. The decision to adopt this technique was based on the organization and job levels of employees 
(Junior, Middle and Senior).Their request for feedback per department was due to time constraints which would 
have otherwise limited participants to complete the survey when the employees were less busy. 
 
To obtain a diverse population sample, quantitative data was collected from Lucas TVS Chennai. A total of 550 
questionnaires were personally administered, out of which 500 was obtained as complete for usage. At the 
screening stages, 22questionnaires had to be rejected due to inconsistent and incongruous response. Thus, the 
final sample size in the present study has been that of 478 respondents, providing an 87 per cent response rate, 
which is considered to be reasonably satisfactory. 
5. DATA ANALYSIS 
5.1. Dimensions of Internal service quality 
Individual service quality: The agreement levels of the employees about the Internal Service Quality 
dimensions of Lucas TVS were analyzed 
 
 
Table 1 : Individual service quality 
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Individual Service Quality Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
Total 
I understand the specific needs of 
other employees within this 
organization. 
7 
(1.47) 
23 
(4.81) 
50 
(10.46) 
160 
(33.47) 
238 
(49.79) 
478 
(100.00) 
When I promise an employee that I 
will do something by a certain time, 
I do so. 
40 
(8.37) 
65 
(13.60) 
91 
(19.04) 
174 
(36.40) 
108 
(22.59) 
478 
(100.00) 
I perform the service required by 
supervisors, colleagues, or 
subordinates right the first time. 
3 
(0.63) 
11 
(2.30) 
26 
(5.44) 
141 
(29.50) 
297 
(62.13) 
478 
(100.00) 
When internal problems occur, I 
give them all my attention in an 
effort to solve them speedily. 
5 
(1.05) 
12 
(2.51) 
33 
(6.90) 
185 
(38.70) 
243 
(50.84) 
478 
(100.00) 
I proactively plan and deliver my 
internal organizational needs  
11 
(2.30) 
21 
(4.39) 
55 
(11.51) 
189 
(39.54) 
202 
(42.26) 
478 
(100.000 
I treat all employees courteously. 14 
(2.93) 
33 
(6.90) 
47 
(9.83) 
203 
(42.47) 
181 
(37.87) 
478 
(100.00) 
I have the knowledge and ability 
answer other employees’ questions. 
17 
(3.56) 
66 
(13.81) 
66 
(13.81) 
233 
(48.74) 
96 
(20.08) 
478 
(100.00) 
When an employee has a problem, I 
provide him/her with individual 
attention. 
10 
(2.09) 
33 
(6.90) 
51 
(10.67) 
241 
(50.42) 
143 
(29.92) 
478 
(100.00) 
 
 
Departmental service quality: The agreement levels of the employees about the departmental Internal Service 
Quality dimensions of Lucas TVS were analyzed and the results are presented in Table 
717 J.L. Umamaheswari  /  Procedia Economics and Finance  11 ( 2014 )  710 – 725 
Table 2: Departmental service quality 
Departmental Service Quality Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
Total 
My department provides quick 
responses to the requests from 
other departments/other employees. 
57 
(11.93) 
64 
(13.39) 
158 
(33.05) 
144 
(30.13) 
55 
(11.50) 
478 
(100.00) 
My department keeps our promises 
when delivering services to other 
departments/other employees. 
50 
(10.46) 
86 
(17.99) 
143 
(29.92) 
132 
(27.62) 
67 
(14.01) 
478 
(100.00) 
My department provides helpful 
services to other departments/other 
employees. 
47 
(9.83) 
93 
(19.46) 
118 
(24.69) 
167 
(34.94) 
53 
(11.08) 
478 
(100.00) 
My department has a clear 
understanding of the needs of other 
employees within the organization. 
57 
(11.92) 
65 
(13.60) 
126 
(26.36) 
154 
(32.22) 
76 
(15.90) 
478 
(100.00) 
Other department in the 
organization always provides high 
quality service to me and other 
employees in my department. 
64 
(13.39) 
111 
(23.22) 
130 
(27.20) 
115 
(24.06) 
58 
(12.13) 
478 
(100.00) 
 
Organizational Internal Service Quality: The agreement levels of the employees about the organizational 
Internal Service Quality dimensions of Lucas TVS were analyzed and the results are presented in Table 
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Table 3: Organizational service quality 
Organizational Service Quality Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
Total 
My organization believes that high 
internal service quality is a 
worthwhile goal to strive for. 
15 
(3.14) 
32 
(6.70) 
62 
(12.97) 
235 
(49.16) 
134 
(28.03) 
478 
(100.00) 
My organization provides me with 
training programs focused on how to 
provide high internal service quality 
to other employees. 
39 
(8.16) 
65 
(13.60) 
103 
(21.55) 
167 
(34.94) 
104 
(21.75) 
478 
(100.00) 
In my organization, there is regular 
communication about internal service 
quality among employees. 
67 
(14.02) 
82 
(17.15) 
142 
(29.71) 
120 
(25.10 
67 
(14.02) 
478 
(100.00) 
I receive recognition when I do a 
good job in providing good service. 
15 
(3.14) 
38 
(7.95) 
66 
(13.81) 
244 
(51.05) 
115 
(24.05) 
478 
(100.00) 
My supervisor is available to me 
when needed. 
37 
(7.74) 
72 
(15.06) 
125 
(26.15) 
167 
(34.94) 
77 
(16.11) 
478 
(100.00) 
In my organization, teamwork exists 
among individuals and between 
departments. 
14 
(2.93) 
45 
(9.41) 
64 
(13.39) 
241 
(50.42) 
114 
(23.85) 
478 
(100.00) 
In my organization, there are proper 
policies and procedures to help me 
serve customers in a better way. 
27 
(5.65) 
60 
(12.55) 
109 
(22.80) 
191 
(39.96) 
91 
(19.04) 
478 
(100.00) 
I have access to the information 
and/or the equipment support I need 
to serve my customers well. 
32 
(6.69) 
50 
(10.46) 
106 
(22.18) 
211 
(44.14) 
79 
(16.53) 
478 
(100.00) 
 
From the table, it is apparent that about 49.16 per cent of the employees are agreed ‘with my organization 
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believes that high Internal Service Quality is a worthwhile goal to strive for’ and about 34.94 per cent of the 
employees are also agreed with ‘my organization provides me with training programs focused on how to provide 
high Internal Service Quality to other employees’. 
Nearly one-third of the employees (29.71 per cent) of the employees are neutral with ‘in my organization, 
there is regular communication about Internal Service Quality among employees’ and ‘I receive recognition when I 
do a good job in providing good service is agreed by the half of the employees (51.05 per cent)’. 
The results show that about 34.94 per cent of the employees is agreed ‘with my supervisor is available to 
me when needed’ and about 50.42 per cent of the employees are ‘also agreed with in my organization, teamwork 
exists among individuals and between departments’. 
5.2. Factors Affecting Internal Service Quality 
In order to identify the factors affecting the internal service quality, the factor analysis has been employed. The 
principal component method of factor analysis was carried out with Eigen value greater than one through 
varimax rotation and the results obtained through rotated component matrix are presented in Table. 
 
There are five independent groups were extracted which account for a total of 57.09 per cent of variations on the 
21 Internal Service Quality variables. The each of five factors contributes 28.71 per cent, 8.16 per cent, 7.10 per 
cent, 6.77 per cent and 6.35 per cent respectively 
 
Table 4 :Factors affecting Internal service quality 
Internal Service Quality Dimensions 
Rotated Factor Loadings on 
Factor 
I 
Factor 
II 
Factor 
III 
Factor 
IV 
Factor 
V 
I understand the specific needs of other 
employees within this organization 
.790     
When I promise an employee that I will do 
something by a certain time, I do so. 
.549     
I perform the service required by supervisors, 
colleagues, or subordinates right the first time. 
.741     
When internal problems occur, I give them all .655     
720   J.L. Umamaheswari  /  Procedia Economics and Finance  11 ( 2014 )  710 – 725 
my attention in an effort to solve them speedily. 
I proactively plan and deliver my internal 
organizational needs.  
.713     
I treat all employees courteously. .680     
I have the knowledge and ability answer other 
employees’ questions. 
.768     
When an employee has a problem, I provide 
him/her with individual attention. 
.732     
My department provides quick responses to the 
requests from other departments/other 
employees. 
   .643 . 
My department keeps our promises when 
delivering services to other departments/other 
employees. 
   .724  
My department provides helpful services to 
other departments/other employees. 
 .650    
My department has a clear understanding of the 
needs of other employees within the 
organization. 
  .670   
Other department in the organization always 
provides high quality service to me and other 
employees in my department. 
 -.651    
My organization believes that high Internal 
Service Quality is a worthwhile goal to strive 
for. 
.737     
My organization provides me with training 
programs focused on how to provide high 
Internal Service Quality to other employees. 
. .560    
In my organization, there is regular   .682   
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communication about Internal Service Quality 
among employees. 
I receive recognition when I do a good job in 
providing good service. 
.633     
My supervisor is available to me when needed.    .655  
In my organization, teamwork exists among 
individuals and between departments. 
    -.509 
In my organization, there are proper policies and 
procedures to help me serve customers in a 
better way. 
    .855 
I have access to the information and/or the 
equipment support I need to serve my customers 
well. 
  .526   
Eigen Value 6.63 1.61 1.39 1.23 1.13 
% of Variance 28.71 8.16 7.10 6.77 6.35 
Cumulative % of Variance 28.71 36.87 43.97 50.74 57.09 
 
Extraction Method: Principal Component Analysis.  
Rotation Method: Varimax with Kaiser Normalization. 
Rotation converged in 13 iterations. 
Factor-I: From the above table, it is inferred that out of 21 Internal Service Quality variables, ten variables have their 
high, relatively tightly grouped factor loadings on factor-I.  
This factor consists of: 
Factor I: ROLES AND RESPONSIBILITY 
Factor-II: SERVICE COMPETENCY 
Factor-III: COMMUNICATION 
Factor-IV:  RESOLUTION 
Factor-V: ALIGNMENT 
Therefore, it is inferred that roles and responsibility, Service competency, communication, resolution and alignment 
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are the factors affecting the Internal Service Quality of Lucas TVS. 
6. Findings 
6.1. Individual Internal Service Quality 
The study indicated that at least 80% of employees are at agreement in the minimum with all positive affirmative 
statements of internal service quality parameters except for the affirmation ‘When I promise an employee that I 
will do something by a certain time, I do so’, to which only 58.99% expressed minimum agreement and the 
affirmation ‘I have the knowledge and ability to answer other employee’s question’ to which only 68.82% 
expressed minimum agreement. The statements that elicited most ‘neutral’ responses are ‘‘When I promise an 
employee that I will do something by a certain time, I do so’ (19.04%), ‘I have the knowledge and ability to 
answer other employee’s question’ (13.81%). 
6.2. Departmental Internal Service Quality 
The study indicated that for all parameters related to departmental service quality at least 25% of employees are 
neutral expressing neither agreement or disagreement with all questions except ‘My department provides helpful 
services to other department/employees’ for which 24.69% are neutral. At least 40% of employees are at 
agreement in the minimum with all statements regarding departmental service quality except for the statement 
‘Other department in the organization always provides high quality service to me and other employees in my 
department’ which was agreed to in the minimum by 36.19% and disagreed in the minimum by 36.61%. 
6.3. Organizational Internal Service Quality 
At least 70% of the employees are at agreement in the minimum with statements ‘My organization believes that 
high internal service quality is a worthwhile goal to strive for’, ‘I receive recognition when I do a good job in 
providing good service’ and ‘In my organization, teamwork exists among  individuals and between 
departments’. 
 
At least 20% of the employees are neutral with respect to all of the statements with respect to organizational 
internal service quality except for ‘‘My organization believes that high internal service quality is a worthwhile 
goal to strive for’ (12.97%), ‘I receive recognition when I do a good job in providing good service’ (13.81%) and 
‘In my organization, teamwork exists among 
individuals and between departments’. This indicates that there is a visible display of appreciation of internal 
service quality behavior, appreciation and coherence within the organization. 
 
The learning hours of the employees are positively and significantly associated with individual ISQ, 
departmental ISQ and organizational ISQ at one per cent level of significance. The learning hours of the 
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employees have moderate level of correlation with individual ISQ and organizational ISQ, but it is weakly 
correlated with departmental ISQ. Hence, it is inferred that when learning hours of the employees increase, the 
service quality dimensions will increase 
6.4. Factors Affecting Internal Service Quality 
The factor analysis shows that five independent groups were extracted which account for a total of 57.09 per cent 
of variations on the 21internal service quality variables. Each of five factors contributes 28.71per cent, 8.16 per 
cent, 7.10 per cent, 6.77 per cent and 6.35 per cent respectively for factors which are grouped into roles and 
responsibility,  Service competency, communication, resolution and alignment. 
7. Conclusion 
The study was an attempt to explore the dynamics of internal service quality and certain factors affecting them. A 
conducive work place is a much needed factor for an employee to give his best. The ecosystem capability to support 
performance is also predominantly based on the perception of the individual employee.  The need for the 
organization to be aware of the increasing rigidity to learn at higher job levels, age and experience were also brought 
out in the study. While this could be a natural expectation of maturing, it needs to be considered by the HR of the 
organization who should devise methods to keep the pulse of learning alive at all levels in the organization. 
8. Suggestions 
 This study identified that dimensions of ISQ, as viewed by departments and employees providing services 
to external customers, vary according to the type of internal service relationship they have with 
departments and employees supplying them with products or services internally. Managers should focus on 
the type of relationship between internal departments when attempting to improve the quality of internal 
service within the firm because one single mechanism for improving the internal service quality will not fit 
all types of internal service relationships 
 In straight “Workflow sequential” type encounters and management efforts should be on standardizing and 
simplifying processes and eliminating duplicating and unnecessary steps to improve efficiency and 
accuracy of the internal service. 
 When services from multiple departments are involved (as in the “Multiple Support” type encounters), 
simplifications by way of rules and standard procedures, and improvements in communication via 
coordinating mechanisms, would benecessary.HR should also realize that internal customer service must 
become part of the organization’s culture. Learning is a process, not a program. Sometimes, employees 
may not want to share their knowledge with others since they believe it harms their success. Therefore, HR 
manager should also promote continuous learning opportunities for individual employees and keep 
monitoring the learning culture and environment within the organization and change it accordingly. 
724   J.L. Umamaheswari  /  Procedia Economics and Finance  11 ( 2014 )  710 – 725 
Previous studies showed that a good learning environment will motivate employees to learn and stay with 
the organization for a long period time. 
 Improving internal service quality is an ongoing process. Internal customer expectations are constantly 
changing as the department anticipates and reacts to the changing needs of external customers. If service 
improvement efforts do not keep pace with this dynamic environment, a department could become extinct. 
 Executives who run such departments as information services, marketing, finance, human resources, 
customer service, facilities, and purchasing must consider themselves entrepreneurs. They and their 
colleagues are in business to supply quality service to their customers. This requires developing the 
department’s customer constructs, communicating it to staff members, and using the step-by-step process 
to guide quality improvement efforts. 
9. Scope for Future Research 
 This study considers the employees of Lucas TVS in Chennai only. It would be interesting to see if the 
industry and geography of the organization has any influence on perception of internal service quality 
 Research to understand minute influencers especially in areas where there are negative correlation can 
expose steps that can be taken by the organization to more appropriately synchronize the journey of 
improvement. 
 This study does not concentrate on any particular functional area. Further research can be undertaken based 
on a particular functional area, non-executives, other positions and also product type. 
 With the changing business environment, this present research relates to the impact of job performance of 
employees and internal service quality through institutional building and social networks. The other aspect 
of this study leads to the job satisfaction of employees through development of skills and competencies 
which could throw light on the overall development of internal service quality 
 There is a scope for evolving and redefining the managerial strategies for improving the internal service 
quality Therefore, the conclusions made herein should be generalized with caution. Further studies across 
other types of manufacturing firms using larger samples and expanded service relationship types are 
obviously needed. 
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